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(57) ABSTRACT 

A Web-based method for managing and communicating 
information regarding an order of consumer goods is pro 
vided. The method allows to store order data in a database. 
The order data includes at least one identifier associating a 
respective order to a respective consumer. The method 
enables an authorized requester to retrieve order data that 
matches the identifier. A Web page is provided that includes 
one or more data fields indicative of the status of the order. 
The Web page further includes a menu of choices for 
enabling the requester to input new data for that order. The 
new data is generally indicative of new requests the con 
Sumer may have regarding that order. 
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WEB-BASED METHOD FOR MANAGING AND 
COMMUNICATING INFORMATION REGARDING 

AN ORDER OF CONSUMER GOODS 

BACKGROUND OF THE INVENTION 

0001. This invention is generally related to a Web-based 
method, and more particularly to a Web-based method for 
managing and communicating information regarding an 
order of consumer goods. 
0002. It is known that at least one other company has 
employed an Internet-based goods delivery System wherein 
the goods can be ordered from one particular Store and 
delivered to a designated buyer's address. For example, 
Home Depot Company has employed an Internet-based 
appliance delivery System that enables the buyer to place an 
Internet-based order for a brand of goods, and the respective 
goods be delivered to the buyer's designated address. Once 
the order is placed, the order is sent to a respective delivery 
agent via the Internet. The respective delivery agent then 
delivers the respective goods. Unfortunately, this delivery 
System Suffers from a number of disadvantages. For 
example, Such System could not automatically generate 
order reschedules resulting from a variety of events that may 
occur during the delivery process, Such as “refusal”, “can 
cellation”, “damaged' goods, “delays” and "shortages.” 
0003. Other delivery management systems that are 
known provide Internet-based delivery of standard size 
packages. One example is the Federal Express(E) goods 
delivery system. As used herein, non-standard size packages 
are packages that are generally not delivered by air carriers 
and mail delivery Services, and typically are packages that 
weigh over about 100 lbs. (45 kg). The delivery of non 
Standard Size packages generally requires a delivery agent 
who is equipped to ship and install the delivered goods. For 
example, there presently exists Several appliance delivery 
Services that receive the appliance from the appliance manu 
facturer, deliver, and, optionally, install the appliance after 
the purchaser has ordered the appliance from a local appli 
ance Store. This entire operation is manually executed based 
on a delivery manifest. The delivery manifest is typically a 
document identifying the delivery agents goods shipment 
schedule. U.S. patent application, 9D-EC-19310, titled 
“Internet-based Goods Delivery System”, assigned to the 
Same assignee of the present invention and herein incorpo 
rated by reference, provides an innovative and valuable 
System and method for the delivery of non-Standard size 
goods that minimizes direct human contact between the 
buyer, the Supplier, and the delivery agent. It is desirable to 
further improve Web-based techniques for managing and 
communicating information regarding an order of consumer 
goods. For example, it would be desirable to provide tech 
niques that, in addition to enabling a requester of informa 
tion to quickly and reliably determine the Status of any 
Specific order, would also allow the requester to have acceSS 
to a menu of choices that will enable the requester to input 
new data for the order. The new data could be used to 
indicate new requests that the consumer may have in con 
nection with the order of the goods and/or in connection with 
Services associated with Such goods. 

BRIEF SUMMARY OF THE INVENTION 

0004 Generally, one aspect of the present invention, 
fulfills the foregoing needs by providing a Web-based 
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method for managing and communicating information 
regarding an order of consumer goods. The method allows 
to Store order data in a database. The order data includes at 
least one identifier associating a respective order to a respec 
tive consumer. The method enables an authorized requester 
to retrieve order data that matches the identifier. A Web page 
is provided that includes one or more data fields indicative 
of the status of the order. The Web page further includes a 
menu of choices for enabling the requester to input new data 
for that order. The new data is generally indicative of new 
requests the consumer may have regarding that order. 

DESCRIPTION OF THE DRAWINGS 

0005 FIG. 1 illustrates an exemplary schematic repre 
Sentation of a System that may be used for practicing a 
Web-based method in accordance with one aspect of the 
present invention. 
0006 FIG. 2 illustrates an exemplary flowchart of a 
Web-based method for managing and communicating infor 
mation regarding an order, e.g., an E-commerce order placed 
by a consumer in an E-Store. 
0007 FIG. 3 illustrates an exemplary flow chart of a 
process as may be implemented by a representative of a 
retailer that Supplies consumer goods. 
0008 FIG. 4 is Web page representation of an exemplary 
order tracking Screen for E-commerce orders that includes 
data fields for displaying the Status of a given order and 
including a menu of choices for entering new order data. 
0009 FIG. 5 is Web page representation of an exemplary 
order tracking Screen for retailer orders. 
0010. Before any embodiment of the invention is 
explained in detail, it is to be understood that the invention 
is not limited in its application to the details of construction 
and the arrangements of components Set forth in the follow 
ing description or illustrated in the drawings. The invention 
is capable of other embodiments and of being practiced or 
being carried out in various ways. Also, it is to be understood 
that the phraseology and terminology used herein is for the 
purpose of description and should not be regarded as lim 
iting. 

DETAILED DESCRIPTION OF THE 
INVENTION 

0011 FIG. 1 illustrates an exemplary schematic repre 
sentation of a system 100 that may be used for practicing a 
Web-based method for managing and communicating infor 
mation regarding an order of consumer goods and/or Ser 
vices in connection with the goods. System 100 includes 
devices that cooperate in a manner that, in one exemplary 
embodiment, allows for Seamlessly integrating a logistical 
Supply chain through a global communication network 106, 
Such as the Internet, using commercially available browsers, 
and Internet-based applications. By way of example, the 
logistical Supply chain may comprise consumer purchasers 
of goods, a Seller manufacturer of the goods, Such as the GE 
Appliances busineSS organization of the assignee of the 
present invention, retailers of the goods Such as Walmart 
Stores, and other intermediaries that may facilitate the deliv 
ery of the goods from the manufacturer to the residence of 
the consumer. System 100 allows a consumer desiring to 
access an E-commerce Store, e.g., a Web site 104, of the 
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manufacturer where various consumer goods, Such as appli 
ances, entertainment electronics, etc., may be purchased by 
the consumer using well-known E-commerce purchasing 
techniques. AS Suggested above, communication between 
consumer 102 and Web site 104 may take place through the 
Internet. The present invention is not limited however to 
direct E-commerce transactions since it is contemplated that 
in Some embodiments of the present invention a purchasing 
transaction could take place via a representative of the 
manufacturer, e.g., representative 107. The communication 
between the consumer and the representative of the manu 
facturer could take place by any Suitable communication 
means, Such as e-mail, fax, telephonic communication, etc. 
Thus, it will be appreciated that the order of the consumer 
goods and/or Services in connection with those goods may 
occur through various ordering modes. For example, as 
Suggested above, one ordering mode would be for the 
consumer to directly place the order via an E-commerce 
transaction. Another ordering mode would be for the con 
Sumer to place the order through a representative of the 
manufacturer, Such as call taker. In yet another mode of 
ordering the goods, consumer 102 could order the goods 
through a retailer 108. In this case, communications regard 
ing the order could be Supplied via an electronic kiosk 
operated by a representative of the retailer, e.g., represen 
tative 109. 

0012. In one exemplary embodiment, the kiosk is con 
figured to access Web site 104 through global communica 
tions network 106. In one key advantage of the invention, a 
data base 110 may be used for storing order information, 
regardless of the order mode. This is particularly helpful 
Since regardless of the order mode, a requester of informa 
tion would be able to quickly and reliably learn of the status 
of the order. Further, the order data, as Stored in data base 
110, is believed to more freshly or up-to-date indicate the 
Status of the information Since it would track the order right 
from its originating Source, that is, right from the manufac 
turer of the goods. AS further described below, the requester 
would be able to input new data that may indicate new 
requests that the consumer may have in connection with the 
order. It is contemplated that generally the requester of 
information could be the consumer, the representative of the 
manufacturer, or the representative of the retailer. For 
example, the consumer may be following up regarding an 
order she directly placed with the manufacturer's store Web 
site 104. In another example, the consumer may be follow 
ing up with the representative of the manufacturer, e.g., the 
call taker, and making an inquiry with the call taker regard 
ing the Status of the order she placed through a phone call. 
In this example, the requester of the order information would 
be the call taker So that essentially in real time the consumer 
would be apprised by the representative of the manufacturer 
of the latest Status of her order. In yet another example, the 
consumer may be following up with the representative of the 
retailer in connection with the Status of an order she placed 
with the retailer. In this case, the retailer representative, once 
again, essentially in real time, would be able to assist the 
consumer by requesting order information from data base 
110 through a web-based kiosk, for example. AS Suggested 
above, the method allows to Store and/or update the order 
data in data base 110. The order data includes at least one 
identifier that associates a respective order to a respective 
consumer. The method enables an authorized requester to 
retrieve order data that matches the identifier provided by 
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the requester. The method provides a Web page including 
one or more data fields indicative of the status of the order. 
The Web page further includes a menu of choices for 
enabling the requester to enter new data for the order. For 
example, the new data may be indicative of new requests the 
consumer may have regarding the order or orders placed by 
that consumer. 

0013 FIG. 2 illustrates an exemplary flowchart of a 
Web-based method for managing and communicating infor 
mation regarding a given order, e.g., an E-commerce order, 
of consumer goods and/or Services. AS shown in FIG. 2, at 
block 200 the requester, e.g., the representative of the 
manufacturer or call taker, accesses Web site 104 (FIG. 1) 
in response to an inquiry from a given consumer. AS shown 
at block 202, the requester logs on using a Suitable user I.D. 
and password. At block 204, a main menu is displayed. 
Decision block 206 allows to verify or determine whether or 
not the order is of a type directly placed by the consumer 
with the manufacturer's Store, Such as may have occurred 
during a standard e-commerce order. If at decision block 206 
is determined that an order is a direct Store order, then block 
212 allows the requester to enter at least one identifier, Such 
as purchase order number, e-mail address, billing first name, 
billing last name, manufacturer's internal tracking number 
(MS). 
0014. In the event that the type of order is of the type 
generated by a purchase from a retailer, then as shown at 
block 208, the requester will click a retailer orders button. 
Block 210 allows to display an order tracking retailer search 
Screen that allows the requester to enter a Suitable identifier, 
Such as purchase order number, manufacturer internal track 
ing number, or Shipping phone number. AS shown in block 
214, if there is more than one order that meets the search 
criteria, then as shown in block 216, all Such orders will be 
displayed. As shown in block 218, the requester would then 
Select a specific order to view, based on other distinguishing 
factors that may be provided by the consumer, Such as the 
date the order was placed, quantity, etc. AS shown at block 
220, the order tracking Screen will be displayed. An example 
of the order tracking Screen for E-commerce orders is 
illustrated in FIG. 4. 

0015. As shown at block 222, a menu of choices is 
displayable to the requester based on the order mode, that is, 
whether the order is a direct store order or whether the order 
is an order processed by a retailer. A Web page representa 
tion illustrating an exemplary menu of choices 250 available 
for an E-commerce order is illustrated in FIG. 4. In its 
present configuration, the menu of choices available to 
retailer orders is Somewhat narrower than the menu of 
choices available to direct orders. It is contemplated how 
ever that, assuming appropriate Security provisions were to 
be implemented, the number of choices available to retailers 
could conceptually become essentially analogous to those 
available for E-commerce orders, e.g., orders directly placed 
into the manufacture's store Web site. As will be appreciated 
by those skilled in the art, the security provisions would 
avoid unintended errors, Such as could occur if a retailer 
from Walmart Stores, for example, were to unintentionally 
modify orders from the customers of another retailer chain. 
0016 Regardless of the type of order, the requester has 
the option of Selecting additional Screens by clicking one of 
Several links, Such as hyperlinkS. Example of the Screens 
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that may be available to the requester may comprise Screens 
that enable the requester to input new data for the order, 
where Such new data may indicate new requests the con 
Sumer may have regarding the order, Such as add delivery, 
modify delivery, move delivery, cancel delivery, replace an 
order, update the manufacturer tracking number, cancel 
order, entry of notes in connection with an order, informa 
tion regarding promotions, Zip code functionality, etc. 

0.017. As suggested above and as shown in block 224, the 
menu of choices available to a requester who is a represen 
tative of the retailer of the consumer goods may comprise a 
Subset of the menu of choices available to the requester who 
is a representative of the manufacturer of the consumer 
goods. A Web page representation illustrating an exemplary 
Subset of choices 260 available in a retailer order is shown 
in FIG. 5. The subset of choices may provide to the 
requester links for Selecting additional Screens, Such as add 
delivery, modify delivery, move delivery, cancel delivery, 
and Schedule of replacement order, Such as may be needed 
in the event the goods may have become damaged during 
shipment. Block 226 allows the requester to view another 
order by enabling the requester to return to the main menu. 
FIG. 3 illustrates an exemplary flow chart of a process as 
may be implemented by a representative of a retailer that 
supplies consumer goods. As shown at block 300, the 
retailer employee logs onto the Web-enabled kiosk. Block 
302 allows the kiosk to display its main menu. Block 304 
allows the retailer employee to Select the order tracking tool. 
Block 306 allows to display the order tracking search screen. 
An example of the order tracking Screen for retailer order is 
illustrated in FIG. 5. Block 308 allows the retailer employee 
to enter at least one identifier, Such as purchase order 
number, phone number of the consumer purchaser, name, 
etc. Block 310 allows to as determine whether there is more 
than one order that meets the search criteria. Block 312 
allows for displaying each order that meets the Search 
criteria. Block 314 allows the retailer employee to select any 
given order to view. Block 316 displays the order tracking 
screen. Blocks 318 and 320 respectively allow for modify 
ing Some of the order data previously Supplied by the 
customer to the retailer, Such as changing a delivery phone 
number in the event the customer requires Such a change. 
For example, block 318 may allow the retailer employee to 
click an icon for changing the phone number originally 
provided by the consumer. Block 320 allows to add a 
delivery note for Summarizing a request of the customer or 
information that the customer may have provided to the 
representative of the retailer in connection with the order 
placed by that customer. Block 322 allows the retailer 
employee to return to the main menu Screen. 

0.018. The present invention can be embodied in the form 
of computer-implemented processes and apparatus for prac 
ticing those processes. The present invention can also be 
embodied in the form of computer program code including 
computer-readable instructions embodied in tangible media, 
such as floppy diskettes, CD-ROMs, hard drives, or any 
other computer-readable Storage medium, wherein, when the 
computer program code is loaded into and executed by a 
computer, the computer becomes an apparatus for practicing 
the invention. When implemented on a computer, the com 
puter program code Segments configure the computer to 
create Specific logic circuits or processing modules. 
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0019 While the preferred embodiments of the present 
invention have been shown and described herein, it will be 
obvious that such embodiments are provided by way of 
example only. Numerous variations, changes and Substitu 
tions will occur to those of skill in the art without departing 
from the invention herein. Accordingly, it is intended that the 
invention be limited only by the spirit and scope of the 
appended claims. 

What is claimed is: 
1. A Web-based method for managing and communicating 

information regarding an order of consumer goods, Said 
method comprising: 

Storing order data in a database, Said order data including 
at least one identifier associating a respective order to 
a respective consumer; 

enabling an authorized requester to retrieve order data that 
matches Said at least one identifier; and 

providing a web page including one or more data fields 
indicative of the Status of Said order, Said web page 
further including a menu of choices for enabling Said 
requester to input new data for said order, Said new data 
generally indicative of new requests the consumer may 
have regarding Said order. 

2. The Web-based method of claim 1 further comprising 
determining a respective order mode of the order associated 
with the retrieved order data. 

3. The Web-based method of claim 2 wherein the menu of 
choices displayable to the requester is based on the deter 
mined order mode. 

4. The Web-based method of claim 1 wherein the con 
Sumer goods comprise appliances. 

5. The Web-based method of claim 4 wherein the 
requester comprises a representative of the manufacturer of 
the appliances. 

6. The Web-based method of claim 1 wherein the 
requester is the consumer. 

7. The Web-based method of claim 4 wherein the 
requester comprises a representative of a retailer of the 
appliances. 

8. The Web-based method of claim 2 wherein the order 
mode indicates whether the order was directly submitted to 
the manufacturer of the consumer goods by the consumer, or 
whether the order was submitted through a retailer of the 
consumer goods. 

9. The Web-based method of claim 1 wherein the order 
data further includes information for Services purchased in 
connection with the consumer goods. 

10. The Web-based method of claim 3 wherein the menu 
of choices available to a requester who is a representative of 
a retailer of the consumer goods is a Subset of the menu of 
choices available to a requester who is a representative of the 
manufacturer of the consumer goods. 

11. A computer-readable medium encoded with computer 
program code for managing and communicating information 
thorough a global communications network, Said informa 
tion regarding an order of consumer goods, the program 
code causing a computer to execute a method comprising: 

Storing order data in a database, Said order data including 
at least one identifier associating a respective order to 
a respective consumer; 
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enabling an authorized requester to retrieve order data that 
matches said at least one identifier; 

determining a respective order mode of the order associ 
ated with the retrieved order data; and 

providing a web page including one or more data fields 
indicative of the Status of Said order, Said web page 
displaying a menu of choices for enabling Said 
requester to input new data for Said order, wherein the 
menu of choices displayable to the requester is based 
on the determined order mode. 

12. The computer-readable medium of claim 11 wherein 
the consumer goods comprise appliances. 

13. The computer-readable medium of claim 12 wherein 
the requester comprises a representative of the manufacturer 
of the appliances. 

14. The computer-readable medium of claim 13 wherein 
the requester comprises the consumer. 
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15. The computer-readable medium of claim 14 wherein 
the requester comprises a representative of a retailer of the 
appliances. 

16. The computer-readable medium of claim 15 wherein 
the order mode indicates whether the order was directly 
Submitted to the appliance manufacturer by the consumer, or 
whether the order was submitted through the retailer of the 
consumer goods. 

17. The computer-readable medium of claim 11 wherein 
the order data further includes information for Services 
purchased in connection with the consumer goods. 

18. The computer-readable medium of claim 11 wherein 
the menu of choices available to a requester who is a 
representative of a retailer of the consumer goods is a Subset 
of the menu of choices available to a requester who is a 
representative of the manufacturer of the consumer goods. 

k k k k k 


